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June 26, 2010

MARLENE H DORTCH Recelved & Inspectec
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION s~ 82010
445 12™ STREET SW FCC fviun ROOM

ROOM TWw-B204
WASHINGTON DC 20554

Re:  FCC CG Docket No. 03-123
DA 10-1090
Submission of Pennsylvania’s 2010 TRS Annual Consumer Complaint Log
Summary for thel2-month period ending May 31, 2010

Dear Ms. Dortch:

In accordance with 47 CFR § 64.604 (c)(1), please find enclosed for filing in the above-
captioned docket an original and four (4) copies of the annual consumer complaint log summaries for
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending May 31,
2010. AT&T Relay Services is Pennsylvania’s traditional TRS and STS provider, and Hamilton
Telecommunications is Pennsylvania’s captioned telephone voice-cairy-over relay service (CTRS)
provider. The providers have maintained the consumer complaints logs and have prepared the
enclosed complaint log summaries. These logs cover all complaints to the service providers. The
Pennsylvania Public Utility Commission’s Bureau of Consumer Services has no registered TRS or
CTRS complaints for this report period.

If you have any questions or need additional information, please contact Eric Van Jeschke at
(717) 783-3850 or gjeschke(@state.pa.us.

incerely,

Rosenfary Chiavetta
Secretary

cc: Elaine McDonald, FUS
Kathleen Aunkst, Secretary’s Bureau
Eric Van Jeschke, PUC FUS
Louise Fink Smith, PUC LAW
Arlene Alexander, (e-mail copy only)

Enclosures
Original and 4 copies
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AT&T RELAY SERVICES
PENNSYLVANIA RELAY
2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

VOICE 0 0 Q0 0 4] 0 0 i 0 0 0 0 1

Ty 0 1 0 0 0 0 o] 0 0 1 1 0 3
TOTAL 0 1 0 0 ¢} 0 0| ] 1 o] _ 1 1 _ 0 _ 4
AT&T RELAY SERVICES

PENNSYLVARNIA
2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010
Complaint Summary by Category

Transparency 0 [s] 0 0 8] 8] o o] 0 q 1 ] 1
Confidentiality o] o] 0 0 ] 4] 0 [+ Q g 0 o Q
Verbatim 0O 1 0 0 0 0 D 0 Q 1 0 ] 2
Typing Issues 0 3] 0 0 ¥ 0 , D o 0 g 0 0 O
In Calt Replacement 2] 0 4] 0 ] o] 0 Q Q a Q o O
Answer Performance 0 0 0 0 0 0 0 1 g Q QO 0 1
Gender Accommedatio o] 0 0 0, 8] 0 o] Q 0 ¢ O o] 0
i ol % ; o= : N AT Ll L “ T 2

617/2010

ATT PA 2010 FCC Complaints Log.xlsx Page 1 of 1



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2009 - MAY 2010

JUNE 2009 -~ Nothing to report
JULY 2009

TTY July 2,2009

The customer complained the CA had not relayed the call verbatim,

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same,
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.

Contact Closed: July 2, 2009

AUGUST 2009- Nothing to report
SEPTEMBER 2009 -~ Nothing to report
OCTOBER 2009 - Nothing to report
NOVEMBER 2008- Nothing to report
DECEMBER 2009- Nothing to report
JANUARY 2010

Voice January 14,2010

The customer complained he/she had difficulty reaching the relay service.

Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same.

Resolution: Apologized for the customer's inconvenience. Referred to technical team for review,
Contact Closed: January 14,2010

FCC: Answer Performance

FEBRUARY 2010- Nothing to report
MARCH 2010

TTY March18,2010

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customcr the CA's manager
would follow up accordingly.

Contaet Closed: March 18,2010

FCC: Verbatim

PA-FCC2010.docx 6/17/2010



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2009 — MAY 2010

APRIL 2010

TTY Aprill6, 2010

The custoiner complained the CA did not remain transparent.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer
Care Center. )

Resolution: Apologized for the inconvenience, and assured the customer the CA’s manager
would follow up accordingly.

Contact Closed: April 19, 2010

FCC: Transparency

MAY 2010- Nothing to report

PA-FCC2010.doex 61772010



Pennsylvania CTRS 2010 FCC Complaint Report

6/1/09 10 5/31/10

Captel--Complaints

Inquire Dare 10/7/2009

Record ID 20197

Call Taken By Customer Service Rep
CA Number

Responded By Tina

Response Date 10/7/2009

Resolution Date 10/7/2009

Customer inquired if requested CapTel information had been mailed.

Customer Service verified that the information had been mailed and
cxplained that if it was not received in the next few days to contact
Customer Service. Customer understood.

Captel--Complaints

Inguire Date 1/25/2010
Record ID 20747

Call Taken By Operations Mgr
CA Number

Responded By Diane

Response Date 1/25/2010
Resolution Date 122572010

Customer stated that when placing a call through CapTel they receive
a bill for long distance and the call should not be long distance.

Assistant Operations Manager verified the number the customer was
dialing and stated that because of adding the "1" plus 10 digits that
this could be why it is billing for long distance, but directed customer
to CapTel for follow up. Assistant Operations Manager put customer
in touch with CapTel customer service to resolve the issue.

External Complaints--Miscellaneous

Inquire Date 3/17/2010

Record ID 20973

Call Taken By Customer Service Rep
CA Number

Responded By Tina

Response Date 3/17/2010

Resolution Date 3/17/2010

Customer stated that they have a second line for their CapTel device
but they are now receiving calls on that line that are from
telemarketers. Customer inquired what they could do to stop those
calls.

Customer Service apologized and stated that the second line is the
same as any other phone line and if they are receiving telemarketer
calls on this line they can register the line with the national do not call
list and also may contact their provider to set the phone as unlisted.
Customer understood.




Tracking #

Date of
Complaint

Timo of Call  Ageacy

State
Program

PA PUC Docket No, M-2010-2182387

Agent#

Category #
of Gormplaint

Nature of Complaint

Explanation of Resolution or Status

Date Resolved

Rep.
nitials

6/872008 2:25:00 M Dialing/Satup - Call Walting Advised cusiomer 1o dalele misiaken Call Wailing black code. [5/8/2008 3.16:00
PM
1243906/12/2009  |4:00:00 Pt Technical  [NA 22030 Captions - stop in middia allnvesiigaled matter and faund isolated incident idenﬁfying mer:Fnzrzoos 4.30:00)
call wa ant issue at the CA's workstation, thus causing the modem{PM
connectlan lo drop and captione to etop in the middle of the call.
CS Rep lollowed up with customer |9 inform them of Lhis findin
&nd apaicgizad jor his experianca.
12856946118/2008  [4:00:00 PM Product NA 23079 Dialing/Setup - Dialing Atvised propar programming of cieling prefix for outbound  [6/18/2009 4:15:00(&Y
Prafix caplioned calling.
28640Q07/712009 10:30:00 AM Product NA 33119 Dialing |asus + Using Pulse| Advisad cusiomer ta changa phone setling from tana to pulse. |7/7/2009 10,40,00| EY
instaad of Tene dialing or | This rescivad cusiomers axpenence. LS
Tonginsisad of Puise
1266920713200 [9:45:00 A Product NA 33080 Dialing Issue - Can'tdist  |Advised cuslomar 1o kern off 2-Line mode in the meny of the  |7/13/2009 KW
owt in caplion mode CapTel phone bacause cuslomer uses ane phona line with  [10:20:00 AM
CapTel. Confimmead [his raachved cusiamers experience.
T28854| 711472008 |8.20:00 AM Sardce RA 41030 Atcuacy of caplions Cusiomer noted & capiioned call whers 3 phaniom word 7472009 8:45:00[ JR
appeared al the end of the ¢ol lon, CS Rep apologized for] AM
Incldarice and thanked cuslomer for bringing her expenence (d
owr gttertion, Call delall was shared with Call Cenlar
‘managamant for follow up with the CA by ihe CA'y supervisor.
1305947/17/2008  [9:45:00 AM Senaca NA 11030 Accuracy of capli C sharad feadback regarding :y of caplions, and| 711712009 8:50:00[JG
grovided spacific cell dela. C3 Rep apologized for kicidence |AM
and thanked customer for the faedback, Call datall was share
with Call Cenlar msnagamant for follow up wilh the GA by the
CA's supervisor.
130684 717/2008  |[11:15:00 AM Tachncal  |NA 225990 Technical - General The Captel Service recording that prompta the calier to enter |717/2009 5T
the numbar they wanl lo dia) was lemporarly out of orger, thug11:20:00 AW
the callar did pot kneww when to snter ihe number they were
calling. CSR advized customar to anter the rumber they wisheyl
to call efer & 8§ socond pause, Technical support than resel
quipment resalving tha issue complately.
13202007/2472009  [0°15:00 AM Product NA 33080 DialingSebup - Call Wallind Advised customes of pioper programming of Call Waiting biocH 72472008 $:30,00 [MF
fox 5 ful pulbound caplioned caling. Confirmed {his AM
adjustmani acivad CuLlomaers expecenca.
132499 712772008 |1:45.00 PM Product NA 33070 Diallng/Sefup - Dlaling Advised proper programming of digling prefix for oulbound 712772009 T:55:00| 5T
Prafix |captioned calling.
136901| /1872008 |215:00 PM Product NA 32070 Dialing/Satup - Claling Adyised propar programming of dialing prefix for outbound  |8/18/2009 2:30;00][JR
Prafiy, <aplioned calling. Confirned this adiustmant resclved PM
customar's exparience.
141554 9/14/2009  [9-56:00 AM Tachnical ~ [NA 22030 Caplions - siop in mddie of Caller identifed specific captionad call el caplions siopped i 472009 MF
call e middle of. Further investigaiion found that CA #6051 logge Ll12:30c00 PM
muliiple issuss in & rouble ticket on the call, Throughou the cal
the CA noted audlo difficuliies CSR shared this with Lhe
sustames anc advised that should lhay aver expanench
dilficulty lika this again, they hava the abifity ts tum captions oY
and back on during a 2-Lina cak to stadish a new connection
with the captioning service while the other pany remalns
connectad on Line 1, Caller satisfiad.
141669 0/1472009010:30:00 AM Product A, 33140 Dialing issue - Using Pulse]Advised customar la change phona saiting from lone (0 pulsa. | #1472009 TJ
. Instsad of Tone or Tona 10:40.00 AM
141502]3/1472000  |11:00:00 AM Product NA EEEET) Dialing lasue - Using Pulsa] Advitad customar 1o change phone selling from lone lo pulse.|3/14/2009 ST
instead of Tana of Tone | This resolvad cusiomars eaperience. 11:25:00 AM




14193

811512008

100:00 PM

Produst

Na

PA PUC Docket No. M-2010-2182387

330

Dialng 183ue - Uging Pulse
instead of Tona or Tone

Advised customer o changa phona setting from fone 1o pulse.
This resolved customer's axperienca.

8/15/2009 115:00
PM

14303

91872009

2.05.00 PM

Techaical

NA

22030

ICaptIuns « 5lop In middle of
call

Cuslomes idenlified spealfic all where caplions seamed Lo sia
and stap throughout. CSR furherinvestigated the call and
found ne Louble Y causs thiy axpsdenca. CSR senl cuslomer
latiar axplaining lhis and encouraged cusiomer 1 document
dale, lime, and CA¥ delails of any specific calls whare issues
are axpedianczad. Advissd customer thal the experience may
have besh dus 10 lhe gudio an IMe cel paysing tvoughoul

Ter21/2008 1:15:00
M

143725

8242008

11:00:00 AM

Product

33060

Dialing/Selup - Call Waiting

Advised cusiomes to delsta mistaken Call Waiting block coda,
Confirmed Lhis adjustment resoived customer's experiance.

872412009
11:10:00 AM

MP

1495819

1072712009

1.45:00 PM

Producl

NA

33080

Diating 13sue - Cen't dial
cul In caplion mode

Daughier called in {nol at CapTel's location} saying cuskomer |
having diffcultlas making auigelng cells. Oaughtar wanled lo o
furthar troubieshooting whila al cuslamer's house Lo ensure th
cammunlealion Is done withaut frusiration since she is
cancemed that custamar would nat be able handle
troublashacting an hes ownif the CapTel is not working,
Cuglomer is now able io successiully maks captioned calls.
Diating records show some misdlaling.

102772008
5500 PM
\

sT

150823

11742008

11:46:00 AM

Product

33110

151626 117602009

12:45:00 PM

Product

110

Digling lsaua - Using Pulse
instead of Tane or Tone

Advised cusiomer to change phone setting from 1ona ke pulse.
This resalved custormer's experience.

11132009
11:20.00 AM

RC

Dialing ls3ue - Using Pulse
insiead of Tons or Tona

naloadal Quls

Advised customer to change phone satting from lone to pulsa.
This resclved ursiomars axpedence.

142000 1:15:00
Pl

JL

163804

1111872009

8:25:00 AW

Service

NA

11030

Atouracy of caplions

Cuslomer shared feedback regarding accuracy of caplions, C$
Rep apologized for incidence and thanked customar for bainging
their axperience lo our attention. Since cusiomer did not have
spacific exampies, asked customer 10 Jocument the dale, lime
and CA# of any future calid 1o ellow us 1o lake specific aclon
with 1he CA captioning the call,

A
539600 AM

R

15427

117202009

1:4%:00 P

e

NA

3319

Dialing lgsue - Liing Pulse|
instead of Tone o Tene
inslead of Pulse

dvised customer on how to chengs phane salting from tone |
pulse,

1172072009
1:50:00 PM

Kw

154574

1172372008

1Z:00:C0 PM

Service

NA

11030

Accuracy of caplions

Custorner referanced genaralized inaccurats cagtioning, CS
Rep apologized for incidence end thanked cuslomer for
feedback. Explained how captions are ganecaled using voks

racogniton technoiogy. F N @1 recelved was
documented. Cusiomer Service Representalive suggesied
cusiomer doclrnani the date, ime and In particular ha CA
rumber cf any Auture prablemalls calls in order that Cusidmer
Service may Torward call kog data to Call Center for Quelily
conlrot and 10 1aka spedlic acton wilhi'the CA captiching the
call.

1232009
10:55:00 AM

MMa

16570

12/1/2008

10:15:00 AM

Senvice

NA

11030

Accuracy of caplions

Cusiomer shared feedback regarding accurecy of caplions. C3
Rap agolegized for incidence and hankad custemar for bringing
their experience Lo our dtleation, CS supgasled cusimar
dacument the date, ime ard CAR of any hiure calls lo allow v
lo ek apeciiic action with the CA caplioning the call.

V2172009
10:30:00 AM

MP

155714

12172009

19:15:00 AM

Service

NA

11010

Answering maching
massage relreval

Shared tips wilh cualomer 10 help maximize success of
answering machine message relreval, such as holding ihe
handsel at closer or further away from tha answering machine
spaaker.

12172009
10:45:00 AM

156118

12172008

8:00:00 AM.

Producl

NA

N0

Dialing Issue - Using Puisal
instead of Tone or Tone

Advised cuslomer to change phona sﬁng from pulsa 1o ons,
Thig resolved customer's expariencs.

12732008 810,00
AM

15F415

124812009

9:25:00 AM

Saivice

1090

i
Sesvice - General

CSR advisad who experiencad dalay beyond the
o in getling a caplionlsi on 12/9/08 that the Captioning
Sarvica is open 24 hours a day, seven days & week, including
holldays, CSR notgd thal on 12/8/08 the CapTe Calt Cenlers
were oparalional, desplte e 15 inch lizzard and buy servces
curleited. Tha Governcr daclared @ alale of smergency dus lo
the slom The gantars wera staffad with capilonis, bul tha
wait ims for ar; operstor may have bash alitle longer than.
usual dua Lo [hese cire CSR apologizad o Iha
inconvenienca, Customer noted gratiiuda at having sanice
decpile the unusual weather condilions,

12102009
9:30:00 AR

158511

12152008

4:15:00 PM

Product

NA

3310

1834703

115R207¢

11:55.00 AM

Product

NA

g
=]

Dialing lssus - Using Pulsa
ingtand of Torw or Tons

Advisad cusiomsr to change phone selling from (and 1o pulse.
This regolved cusiomer's axpanence.

1211872009
4:25:00 PM,

ST

Dualing/Setup - Dialing
Pradix

Customer's helper raporiad inabilily 1o uss the Capiei phane {
» hosphal setiing. CSR edvised proper programming of dialing
orelix or oulbound captionad calling. Canfirmad this adjusimant
resolved customar's exparence.

11152010
12:15:00 Pl
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